CODE OF PRACTICE FOR LOCAL COUNCILS IN
HANDLING COMPLAINTS

It remains the position that the Local Government Ombudsman has no jurisdiction over
parish, town and community councils. The question therefore arises as to what should
happen if complaints are received about administration or procedures?

Complaints about an employee of the council (i.e. the clerk) should be dealt with as an
employment matter. The complainant can be assured that the matter will be dealt with
internally as such and appropriate action taken as required. In Wales, a code of conduct is
incorporated into the contract of employment. Similar provisions are due to be introduced in
England.

Complaints about a councillor are now subject to the jurisdiction of the Standards Board or
the Commissioner for Wales. Complainants should be advised to contact the apgropriate
body directly or the Monitoring Officer for further information. It may be that the parish, town
or community council holds relevant information and contact details, which can be\given to
the complainant.

The code of practice within this guidance is therefore aimed at those situations where a
complaint has been made about the administration of the council or about its procedures. It is
not really an appropriate forum for a complaint against individuals, as the provisions available
above should cover these situations.

For the benefit of good local administration, it is suggested that every council adopts a
standard and formal procedure for considering complaints either made by complainants
direct or which have been referred back to the council from other bodies. The procedure
suggested below is recommended as a way of ensuring that complainants can feel satisfied
that at least their grievance has been properly and fully considered.

The council should view the adoption of a complaints procedure as an efficient way of
dealing with complaints received and a means of preserving the good reputation of the
council through a transparent process. If the council fail to deal with complaints directly, they
may have to utilise other resources in dealing with outside bodies, which the complainant has
engaged to further highlight their dissatisfaction.

The council may wish to establish a committee to deal with complaints. This avoids the need
for full council having to assemble and also makes the process less daunting for a
complainant if they choose to attend a meeting in person. If a committee is formed, it should
report its conclusions to the next council meeting.






